


LOUISIANA PUBLIC SERVICE COMMISSION

GENERAL ORDER

Louisiana Public Service Commission, ex ).arte. Docket No. U-22252 (Subdocliet-C) In re:
BellSouth Telecommunications, Inc. Service Quality Performance Measurements.

(Decided at the August 19, 1998 Open Session)

On April 30, 1998, BellSouth Telecommunications, Inc. (BST or BellSouth) filed two
revisions to its Statement of Generally Available Terms and Conditions (SGAT), including a
proposal for Service Quality Performance Measurements (SQPM). At the June 17, 1998
Business and Executive Session, the Louisiana Public Service Commission (LPSC or
Commission) adopted on an interim basis the SQPM filed by BellSouth.! The Commission further
ordered that a rule making proceeding be commenced and completed to determine final SQPM
for presentation at the August 19, 1998 Business and Executive Session.’

Louisiana Public Service Commission Staff (Staff) immediately published the opening of
the above referenced docket and a request for comments in the next LPSC Bulletin dated June 26,
1998 following the June Business and Executive Session. Staff received comments on July 10,
1998 from e.spire, BST, MCI, Cox and AT&T and Direct Testimony of Melissa L. Closz from
Sprint and Venetta Bridges from MCI. Reply comments were received on July 20, 1998 from
AT&T, e.spire, Sprint and BST and Reply Testimony of Venetta Bridges with MCI. A technical
conference was held on July 23, 1998. Staff requested additional comments on July 28, 1998 from
any party with additional information on statistics, penaities and levels of disaggregation. Staff
received additional comments from BST, MCI, AT&T and Intermedia Communications. Pursuant
to the procedural schedule in the above referenced docket, BST, MCI, AT&T, Sprint, e.spire,
and Cox filed reply comments to Staff’s initial recommendation on August 10, 1998.

After examining the Parties’ comments, reply comments, post-technical conference
comments, reply comments to Staff’s initial recommendation, and holding a technical conference,
Staff issued the attached final recommendation concemning the BST SQPM.

Staff found that the Telecommunications Act of 1996 (the Act) requires that incumbent
local exchange carriers (ILEC) provide services and facilities in a nondiscriminatory manner and
on a just and reasonable basis.’ Staff further found that these provisions of the Act are designed
to hasten the development of competition in local exchange markets by ensuring incumbent
carriers do not provide services and facilities in a manner that favor their own retail operations
over competing carriers, or in a manner which favors certain competing carriers over others.*
More simply, an ILEC must provide services and facilities to competitive local exchange carriers
(CLECs) that are at least equal in quality to that provided by the ILEC to itself or 1o any
affiliate, subsidiary, or any other party to which the ILEC provides service.® Finally, Staff found
that adequate performance measurements and standards for UNEs and resold services are
essential to the immediate development of local competition in the State of Louisiana.

! Sec Louisiana Public Service Commission Order No. U-22252-B, dated July 1, 1998.

: i
3 47 U.S.C. 251(c)(3) and (4).
4 In the Matter of Application by BellSouth Corporation, et al., Pursuant to Section 271 of the

Communications Act of 1034, as amended, To Provide In-Region, InterLATA Services in Louisiana, CC Docket
No. 97-231 (Rel. Feb. 4, 1998) para. 20,23,33. :

o
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Staff’s final recommendation includes recommendations on performance measurements,
levels of disaggregation, including product disaggregation and geographic disaggregation,
standards and benchmarks, statistical tests, reporting, auditing and data detail, enforcement,
dispute resolution and a procedural schedule.

Staff’s recommendation (attached as Exh.bit A) is summarizeu in 12 points as follows:
Staff recommended that the Commission (1) adopt the performance measurements attached as
exhibit A to this recommendation. The measurements found in Exhibit A are those measurements
submitted in BellSouth’s proposal which have been modified as indicated in Exhibit A; (2) order
the following levels of product disaggregation for provisioning, maintenance and repair
performance measurement categories: resale® residential POTS, resale business POTS, resale
ISDN, resale Centrex, resale PBX, other resale, unbundled loops 2-wire - w/interim number
portability and - w/o interim number portability, unbundied loops all other - w/interim number
portability and - w/o interim number portability, unbundled ports, interconnection trunks; (3)
order BellSouth to report its performance measurements at the regional, state, and MSA. MSA
level reporting is only required where work is actually performed at that level. MSA level of
reporting would also apply only to the following categories of performance measurements:
provisioning, repair and maintenance, and trunk groups; (4) establish performance benchmarks
only where no analogous retail service exist by ordering BellSouth to conduct special studies to
establish the benchmark performance level.” Such studies should rely on experiences drawn from
BST’s operations and be completed by November 30, 1998; (5) that a standard cutover time of
five minutes, not to exceed fifteen minutes, be set as the standard for BellSouth to perform a loop
cutover, including number portability; (6) order BellSouth to perform the statistical testing that it
proposes (statistical process control), the modified z-test endorsed by the CLECs, and the pooled
variance test offered by the FCC in its Notice of Proposed Rulemaking, Appendix B so the
competence of each test can be demonstrated over a reasonable period of time; (7)that BellSouth
perform its proposed statistical test, the modified z-test endorsed by LCUG, and the FCC’s
proposed pooled variance test for those performance measurements where a retail analog exists,
and where there is not an average computed®; (8) that BellSouth collect the data necessary to run
all three statistical tests for the following performance measurements which compute an average:
Average OSS Response Interval-PreOrder and Ordering, Average Completion Interval-
- Provisioning, and Maintenance Average Duration.; (9) that reports on performance
measurements be provided monthly to the Commission and each requesting CLEC indicating
BellSouth’s own internal performance, its performance for any BellSouth affiliate, its performance
for all CLECs in aggregate, and its performance for the individual CLEC requesting the report
and that BellSouth be required to maintain all data and information used in the compilation of the
performance measurements and develop any necessary tracking systems; (10) that if a CLEC
detects potential discrepancies between the CLEC’s internally generated data and the data relied
upon by BeliSouth in the reporting process, the affected CLEC should be permitted to audit the
data collection, computation and reporting processes of BellSouth within fifteen days of a written
request, that those costs will be borne by the CLEC, that an annual comprehensive audit of
BellSouth’s performance performance measurements for both BellSouth and CLECs will occur
for each of the next five years, that the audit be conducted by an independent third party, the
results of the audit be made available to all parties, that the cost be borne 50% by BellSouth and
50% by the CLECs, that the selection of the independent third party audit be done with input
from both BellSouth and the CLECs, that the scope of the audit be jointly determined by
BellSouth and the CLECs, that the audit be done on a company-wide basis because small start-up

¢ All resale measurements should also report for dispatched and non-dispatched service.

? Staff recommends that the commission set benchmarks. However, reasonable benchmarks cannot
be set unless BST conducts a special study of its internal operations.

¢ The addition of the FCC’s pooled variance test was done at the suggestion of BellSouth’s expert,
Bill Stacy, in a telephone conference between Staff and BellSouth on August 10®.

s It appears to Staff that any undue burden placed on BellSouth only relates to measnrements
where an average is computed. Consequently, running a z-test and pooled variance test on these other
measurements does appear to be a burdensome request.
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CLECs may not have the resources to conduct audits, monitor performance, and detect
discrimination; (11) adopt he recommended procedure for dispute resolution as follows: When a
performance dispute arises, the aggrieved party must send written notice of the problem with a
request for resolution to BellSouth. Service of the notice and request for resolution commences a
fifteen day time period within which resolution of the problem shou. . ccur. Bellgi_;inh and the
CLEC must assemble a Joint Investigative Team complised of subjecy n.atter experts. The team
must be co-chaired by a representative of BellSouth and the CLEC. A root-cause analysis must be
conducted to determine the source of the problem. From this analysis a plan should be developed
to remedy the problem. If the dispute cannot be resolved within 15 days, then either party may
file a formal complaint with the Commission through the Division of Administrative Hearings. The
ALJ assigned to the complaint should rule within 15 days of its filing. If either party disagrees
with the ALJ ruling, the party may then appeal to the Commission; (12) that a detailed telephone
Status Conference be held on September 15, 1998 to address scheduling of workshops, timing of
studies that need to be undertaken, and further details of the issues that need to be addressed.
Also, Staff recommends that a workshop schedule be established as follows: October - address
issues of disaggregation and clarification of performance measurements, November - address
statistical testing, December - address retail analogs; January - address enforcement and dispute
resolution; February - address any remaining issues not resolved or completed in earlier
workshops; and March - Staff will issue its Recommendation on issues agreed to by the Parties
and any issues that require resolution by the Commission.

This matter was considered at the Commission’s Open Session held on August 19, 1998.
On motion of Commissioner Owen and seconded by Commissioner Dixon, and adopted by a
unanimous vote, the Commission voted to accept the staff recommendation.

IT IS THEREFORE ORDERED THAT:
Staff's recommendation as set forth in Exhibit A, attached, is hereby adopted.

BY ORDER OF THE COMMISSION
BATON ROUGE, LOUISIANA
August 31, 1998

4S/DON OWEN
DON OWEN, CHAIRMAN
DISTRICT V

LS/ IRMA MUSE DIXON :
IRMA MUSE DIXON, VICE-CHAIRMAN

DISTRICT Il

18/ C. DALE SITTIG
C. DALE SITTIG, COMMISSIONER
DISTRICT IV '

S/JAMES M, FIELD
JAMES M. FIELD, COMMISSIONER

-2 DISTRICT I

ECRE Y
. IR,

JACK “JAY” A. BLOSSMAN, JR., COMMISSIONER
DISTRICT I
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Docket No. U-22252 Subdocket C

Commissioners
Stephanie Folse - LPSC Staff Attorney
Edward Gallegos - LPSC Utilities Division
Arnold Chauviere, LPSC Utilities Division
Stanley Perkins - LPSC Auditing Division
Farhad Niami - LPSC Economic Division
C -~ Kimberly H. Dismukes, Acadian Consulting Group, 5688 Forsythia Ave.,
Baton Rouge, LA 70808
I - David Guerry, Long Law Firm, Two United Plaza, Suite 800, 8550 United
Plaza Blvd., Baton Rouge, LA 70809-7013 (Rep. AT&T)
I - William R. Atkinson, Sprint, 3100 Cumberland Circle, Atlanta, GA 30339
I - Joseph P. Hebert, Liskow & Lewis, P.0. Box 52008, Lafayette, LA 70505
(822 Harding St., Lafayette, LA 70503) (Rep. LDDS WorldCom)
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Florida St., Baton Rouge, LA 70801 (Rep. LA Cable Telecommunications)
I - Victoria McHenry, BellSouth Telecommunications, 365 Canal St., Sulte 3060
Rew Orleans, LA 70130-1102
I - Katherine W. King, Kean, Miller, Hawthorne, D'Armond, McCowan & Jarman
P.0. Box 3513, Baton Rouge, LA 70821 (Rep. MCI)
I - Allen Hubbard, Access Network Services, Inc., P.0. Box 10804, Chantilly,
Va 20153
I - W, Glenn Burns, Hailey, McNamara, Hall, Larmann & Papale, L.L.P,
P.0. Box 8288 Metairie, La. 70011-8288 (Rep BellSouth Long Distance)
I - Alicia Freysinger, Attorney at Law, 1515 Poydras St., Suite 1150, New
Orleans, LA 70112
I - Linda L. Oliver, Steven F. Morris, Hogan & Hartson, L.L.P., 555 13th St.,
N.W., Washington, DC 20004 (Rep. CompTel)
I - Enrico C. Soriano, Kelley Drye & Warrem, 1200 19th St., R.W., Suite 500,
Washington, DC 20036 (Rep. Intermedia Communications - SCAT)
I - Morton J. Posner, Swidler & Berlin, 3000 K St., N.W., Suite 300,
Washington, DC 20007-5116 (Rep. Entergy-Hyperion Telecommunications
of Louisiana, L.L.C.)
I - Ashton Hardy, Hardy & Carey, 111 Veterans Hemorial Blvd., Metairie,
. LA 70005 (Rep. Radiofone)
I - Daniel J. Shapiro, Gordon, Arata, McCollam & Duplantls, L.L.P., 1420 One
- American Place, Baton Rouge, LA 70825
I - Andrew Isar, Telecommunications Resellers Assoc., 4312 92nd Ave., N.W.,
Gig Harbor, WA 98335
IP — Jessica Lambert, 18547 Greenbriar Estates, Prairieville, LA 70769
Booker T. Lester, Jr., Communications Workers of American, AFL-CIO,
2750 Lake Villa Dr., Sutie 204, Metairie, LA 70002
IP - Anu Seam, US Department of Justice, Anti-Trust Division, 1401 H Street,
K.W., Suite 8000, Washington, DC 20530
Martha McMillin, MCI Telecommunications Corp., 780 Johnson Ferry Rd.,
Suite 700, Atlanta, GA 30342
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
TABLE OF CONTENTS
CATEGORY FUNCTION* PAGE #
Pre-Ordering and Ordering OSS | 1. Average OSS Response Interval 2 -
2. OSS Interface Availability 2
Ordering 1. Percent Flow-through Service Requests 5
- 2. Percent Rejected Service Requests 5
3. Reject Interval 5
4. Firm Order Confirmation Timeliness 6
5. Speed of Answer inOrdering Center 6
Provisioning “1. Average Completion Interval Order Completion
Interval Distribution
2. Held Order Interval Distribution and Mean Interval 13
3. Average Jeopardy Notice Interval & Percentage of
Orders Given Jeopardy Notices 15
4. Percent Missed Instaliation Appointments 16
5. Percent Provisioning Troubles w/i 30 days 16
6. Coordinated Customer Conversions 19
7. Average Completion Notice Interval 21
Maintenance & Repair . 1. OSS Interface Availability 22
2. Average OSS Response Interval 22
3. Average Answer Time - Repair 24
4. Missed Repair Appointments . 25
5. Customer Trouble Report Rate 27
6. Maintenance Average Duration 29
7. Percent Repeat Troubles w/i 30 days) 29
8. Out of Service > 24 Hours 29
Billing 1. Invoice Accuracy 31
2. Invoice Timeliness 31
3. Usage Data Delivery Accuracy 32
4. Usage Data Delivery Timeliness and Completeness 32
Operator Services (Toll) and 1. Average Speed to Answer 34
Directory Assistance 2. Percent Answered within “X” Seconds - 34 -
L E911 1. Timeliness - 36
2. Accuracy ' 36
Trunk Group Performance 1. Comparative Trunk Group Service Summary 38
2. Trunk Group Service Report 38
3. Trunk Group Service Detail 38
Collocation 1. Average Response Time 43
2. Average Arrangement Time 43
3. % of Due Dates Missed 43
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
PRE-ORDERING AND ORDERING OSS
Function: Average Response Interval for Pre-Ordering and Ordering & OSS Interface
_ Availability
Measurement As an initial step of establishing service, the customer service agent must establish ™
QOverview: such basic facts as avail- “ility of desired features, likely service delivery intervals, the

telephone number to be assirued, product and feature availability, and the validity of
the street address. Typically, this type of information is gathered from the supporting
0OSS's while the customer (or potential customer) is on the telephone with the customer
service agent. This information may be gathered via stand-alone pre-order inquiries or
as part of the ordering function. Pre-ordering/ordering activities are the first contact
that a customer may have with a CLEC. This measure is designed to monitor the time
required for the CLEC interface systems to obtain from legacy systems the pre-
ordering/ordering information necessary to establish and modify service. This
measurement also captures the availability percentages for the BST systems that the
CLEC uses during pre-ordering and ordering. Comparison to BST results allow
conclusions as to whether an equal opportunity exists for the CLEC to deliver a
comparable customer experience.

Measurement 1. Average OSS Response Interval = Sum [(Date & Time of Legacy Response) - (Date
Methodology: & Time of I.:gacyReqmst)]/(Numberof Legacy Requests During the Reporting
Period)

The response interval for retrieving pre-order/order information from a given legacy is
determined by summing the response times for all requests (contracts) submitted’to the
legacy during the reporting period and then dividing by the total number of legacy
WforWM-Wmnsem&rvalsmﬂswbmthe
client application (LENS for CLECs; RNS for BST) submits a request to the legacy
system and ends when the appropriate response is returned to the client application.
The number of legacy accesses during the reporting period that take less than 2.3
seconds and the number that take more than 6 seconds are also captured.

Definition: Average response time for accessing legacy data associated with
appointment scheduling, service & feature availability, address verification, request for
Telephone Numbers (TNs), and Customer Service Records (CSRs).

2.'0SS Interface Availability = (Actual Availability)/(Scheduled Availability) X 100
Definition: Pcrccm of time OSS interface is actually available compared to scheduled

availability. Availability percentages for CLEC interface systems and for all legacy
systems accessed by them are captured.

! i i icC i 3 . .
Change reflects a clarification. The metric is measured for the i
indicated the number of requests for a day, SRIERRIRTINfe PUTIES R SHS¥SIPR1998
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Staff Recommendation

Service Quality Measurements

Exhibit A

Performance Reports

PRE-ORDERING AND ORDERING OSS

Rerorting Dimensions:

Excluded Situations:

e Not CLEC specific.
¢ Not product rvice specific.
| o _RegionalLevel ~

None

Data Retained Relating to CLEC Experience:

Data Retained Relating to BST Performance:

e Report Month - .
Legacy contract type (per reporting dimension)

Report Month -
Legacy contract type (per reporting dimension)

[} [ ]

¢ Response interval o Response interval

o Regional Scope »__Regional Scope

LEGACY SYSTEM ACCESS TIMES FOR RNS
System Contract Data <23sec |>6sec Avg. Sec # of Calls
RSAG RSAGTEN Address x X x X
RSAG RSAGADDR | Address x x x x
ATLAS ATLASTN TN x x x x
DSAP DSAPDDI Schedule X b x X
CRIS CRSACCTS CSR X x x X
OASIS OASISNET Feature/Sve x x X X
OASIS OASISBSN Feature/Svc x X x x
QASIS OASISCAR Feature/Svc x x X X
OASIS OASISLPC Feature/Svc X x x X
OASIS OASISMTN Feature/Svc X X b X
OASIS OASISOCP Feature/Svc x X x X
LEGACY SYSTEM ACCESS TIMES FOR LENS :

| System Contract Data <23 sec >6sec Avg. Sec #ngalls )
RSAG RSAGTEN Address x x x
RSAG RSAGADDR | Address x X X x
ATLAS ATLASTN TN X x x X
DSAP DSAPDDI Schedule x x X x
HAL HALCRIS CSR . b 4 X x X
COFF1 COFIUSOC Feature/Svc x x b X
P/SIMS PSIMSORB Feature/Svc x b x X

General Order dated August 31, 1998
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PRE-ORDERING AND ORDERING OSS

OSS Interface Availability

Staff Recommendation
Service Quality Measurements Exhibit A
Performance Reports

OSS Interface

% Availability

LENS

LEO Mainframe

LEO UNIX

LESOG

| EDI

HAL

BOCRIS

ATLAS/COFFI

RSAG/DSAP

SOCS

I 0 e I2¢ Iot [o¢ [ot {0 3¢

Page 4

General Order dated August 31, 1998




Staff Recommendation

Service Quality Measurements | Exhibit A
Performance Reports
ORDERING
gl .
Function: | Ordening
Measurement When a customer calls their service provider, they expect to get information promptiy
Overview: regarding the progress on their order(s). Likewise, when changes must be made, such

as to the expected delivery date, customers expect that ““ey will be immediately
notified 5o that they may modify their own plans. The onu-r status measurements
monitor, when compared to applicable BST results, that the CLEC has timely access to
order progress information so that the customer may be updated or notified when

__| changes and rescheduiing are necessary.

‘| Measurement 1. Percent Flow-through Service Requests = T (Total Number of valid® Service
Methodology: - | Requests that flow-through to the BST OSS) / (Total Number of valid Service Requests
delivered to BST OSS) X 100.

Definition: Percent Flow-through Service Requests measures the percentage of orders
submitted clectronically that utilize BSTs' OSS without manual (human) intervention.

Methodology:
. Mechamnduadnngforﬂow-thmughmnqustsandmannal SOER error
audit reports (3/31/98). Mechanized tracking for SOER errors and flow-through

(4/30/98).
¢ BST mechanized order tracking.

Z.WWWMum*xG@thaowawdSaﬁceMm)
/ (Total Number of Service Requests Received) X 100.

Definition: Percent Reiected Service Requests is the percent of total orders received

rejected due to error or omissions.

Methodology:

e Manual tracking for non flow-through service requests
e  Mechanized tracking for flow-through service requests
e BST retail report not applicable.

3. Reject Interval = T [ (Date and Time of Service Request Rejection) - (Date and Time
of Service Request Receipt) ] / (Number of Service Requests Rejected in Reporting

:| Period). Requstsmpmvxdedbasedonfmru)hmrmcremensmthma%hm

f : period, along with the percent greater than 24 hours.

Definition: Reject Interval is the average reject time from receipt of service order
request to distribution of rejection.

Methodology: . )

e Non-Mechanized Resuits are based on actual data from all orders.

e Mechanized Results are based on actual data for all orders from the OSS.
o BST retail report not applicable.

? Change reflects a clarification. The metric did not includa the word ‘Waﬁd” in the numerator; however,

“valid” was included in the denominator. Likewise, nsnsicgﬁ
mcdmmn::zr o " o Staff added " n}r.u d-aer Hatedbiugus v"'1'598
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Staff Recommendation

Service Quality Measyrements Exhibit A
Performance Reports
ORDERING —
Measurement 4. Firm Order Confirmation Timeliness = ¢ [ (Date and Time of Firm Order

| Methodology: Confirmation) - (Date and Time of Service Request Receipt) ] / (Number of Service
' Requests Confirmed in Reporting Period)

average rsponsenmeﬁ-om recuptofvahdmoxﬂ:rreqnesttodxmibtmon of
order confirmation. Results are provided based on four (4) hour increments within a
24 hour period, along with the percent greaier than 24 hours.

Methodology:
s Non-Mechanized Resuits are based on actnal data from all orders.
e Mechanized Results are based on actual data for all orders from the OSS.

e  BST retail report not applicable.

5. Speed of Answer in Ordering Center = £ (Total time in seconds to reach LCSC) /
(Total # of Calls) in Reporting Period.

Definition: Measures the average time to reach a BST representative. This can be an
important measure of adequacy in a manual environment or even in a mechanized
environment where CLEC service representatives have a need to speak with their BST

peers.
Methodology:

e  Mechanized tracking through LCSC Automatic Call Distributor.
e Mechanized tracking through BST retail center support systems.

rd

General Order dated August 31, 1998
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
* ORDERING
Reporting Dimensions: Excluded Situations:
e CLEC Specific + Firm Order Confirmation Interval: Invalid
e CLEC Aggregate Service Requests, and orders received outside-
e BST Aggregate (Where Applicable) of normal business hours
e State anu Regional Level e Percent Flow-through Service Requests:
e <10 and 2 1."Circuit Categories not avai’ble Rejected Service Requests

in:a pre compietion order mode.

Resale Res and Bus reporting categories
require adherence to OBF standards. -
“Other” category reflects service requests
which do not have service class code
populated.

Dispatch, No Dispatch £ 10 and 2 10 Circuit
Categories not availabie in a pre completion
order mode.

* Supplements on Manual Orders

% Rejected Service Requests: Service Requests
canceled by the CLEC

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
e Report Month e Report Month
¢ Interval for FOC o Interval for FOC
o  Reject Interval e Reject Interval
e  Total number of LSRs e Total number of LSRs
¢  Total number of Errors e Total number of Errors
e Adjusted Error Volume ¢  Adjusted Error Volume -
* Total number of flow through service requests | » Total number of flow through service requests
¢  Adjusted number of flow through service e  Adjusted aumber of flow through service
requests requests
e State and Region e State and Region
Percent Flow-Through Service Requests
—Mochanized 1 SRy BST Flow -
Local Interconnection Trunks X Residence
UNE b Business
Resale - Residence X
Resale - Business X
Resale - Special .
UNE - Loops w/LNP x
Other X

Page 7
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ORDERING

Percent Rejected Service Requests

Staff Recommendation
Service Quality Measurements Exhibit A
Performance Reports

Mechanized LSRs Non-Mechanzed LSRs

l.ocal Interconnection Trunks

X

oM OX K M K
¥ OX X X M X X

Reject Distribution Interval and Average Interval

Machasuzed LSRs Non-Mechenized LSRs

Local Imerconnection Trunks
UNE

Rasale - Rexidence
Resale - Businees
Resale - Special

UNE - Loops wLNP

.

¥ oM X X X X
XX M X M X

Firm Order Confirmation Distribution Interval and Average Interval

Maochanized LSRs Non-Mechanized LSRs
Local Intarconnection Trunks X X
UNE X X
Resale - Residence X X
Resale - Business X X
Resale : Special ' X X
UNE - Loops w/LNP X X
Onher = X

Sﬁofumerhomm

Ave. Answer time (Sec.) / month
LCSC X
Residence Service Center X
Business Service Center X

' General Order dated August 31, 1998
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Staff Recommendation
Service Quality Measurements Exhibit A
Performance Reports

PROVISIONING

Function: Average Completion Interval and Order Completion Interval Distribution
Measurement The “average completion interval”™ measure monitors the time required by BST to
Overview: deliver integrated and ope. -ble service components ~guested by the CLEC, regr-dless
of whether resale services or v ‘bundled network eleme.*s are employed. When the
service delivery interval of BST is measured for comparable services, then conclusions
can be drawn regarding whether or not CLECs have a reasonable opportunity to
compete for customers. The “order completion interval distribution” measure monitors
the reliability of BST commitments with respect to committed due dates to assure that
CLEC:s can reliably quote expected due dates to their retail customer. In addition,
when monitored over time, the “average completion interval” and “percent completed
on time” may prove useful in detecting developing capacity issues.

Measurement 1. Average Completion Interval = £ [ (Completion Date & Time) - (Order Issue Date
Methodology: & Time) }/ (Coum of Orders Completed in Reporting Period) .

2. OrdchompleﬂonImuvalDisuibuﬁont;:(Saviceomm Completed in “X”
days) / (Total Service Orders Completed in Reporting Period) X 100

The actual completion interval is determined for each order processed during the
reporting period. The completion interval is the elapsed time from BST receipt of a
syntactically correct order from the CLEC to BST"s actual order completion date.
Elapsed time for each order is accumulated for each reporting dimension. The ~
accumulated time for each reporting dimension is then divided by the associated total
number of orders completed within the reporting period.

The distribution of completed orders is determined by first counting, for each specified
reporting dimension, the total numbers of orders completed within the reporting
interval and the interval between the issue date of each order and the completion date.
D&F orders where the CLEC serves as the agent for the end-user are included in this
measurement. For each reporting dimension, the resulting count of orders completed
for each specified time period following the issue date is divided by the total number of
orders completed with the resulting fraction expressed as a percentage.

Deﬁhition: Avemge time from issue date of service order to actual order cqn;pletion .

Methodology:
o Mechanized metric from o:dcxing svstem

General Order dated August 31, 1998
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports

PROVISIONING
Reporting Dimensions: Exciuded Situations:
e CLEC Specific . e Canceled Service Orders
e CLEC Aggregate o Initial Order when supplemented by CLEC
o BST Aggregate e  Order Activiti.. of BST associated with
e State, Regional, and MSA® Level internal or adminu “rative use of local servic s
e ISDN Orders included in Non Design - GA

Only
o Dispatch/No Dispatch categories are not

applicable to trunks.
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
¢  Report Month e Report Month
e CLEC Order Number e  Average Order Completion Interval
e  Order Submission Date e  Order Completion by Interval
¢  Order Submission Time e Service Type
¢  Order Completion Date e  Activity Type
e Order Completion Time e State, Region, and MSA’
e  Service Type
e Activity Type
o State, Region and MSA® -
Order Completion Interval Distribution and Average Completion Interval -
}.nmm_w a1 o 1 o 1 L, 1 c 1 .8
Dispmich
CLEC orders “
< 10 circuils ] X X X X X X p 4 X
»= 10 circults X X X X X X X X
‘BST orders
< 10 circuite X X X X X X X
No Dispaich
CLEC orders
< 10 circults X X X X X X X X
>= 10 circuils X X X X X X X X
issr orders
< 10 m X X X X X b 4 X X

3 MSAwasaddedmreﬂemSmﬂ‘smmmm:MauwMgwgmphcmmgmgmmmﬂeaMampohnn
Statistical Areas.

p .
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports

PROVISIONING

REsarcpusmess — [comenad 1+ T 2 [ 3 | o | o ] a5  hiecsgeCompletionlntenal
Dispatch )

ICLEC orders -

< 10 circults X x x x x x x x

»= 10 circulls X X X X X X X X

BST orders

< 10 circulls X X X X X X X X

am 40 o ik — X ¥ X X X 2L X

No Dispetch
{CLEC orders .

< 10 circults X X e X X X X X X

> 10 circults

10 circuils X X X X X X X X

Order Completion Interval Distribution and Average Completion Interval

UNE NON DESIGN 0.5 | 6-10 [ 11-15S | 16-20 | 2125 | 26-30 | >30 _Average Completion Interval |
X X X X X

Dispatch

< 10 Cireuits
>= 10 Cireuits

No Dispatch

< 10 Circuits

2= 10 Cirouits

LR I E

X
X
X

LR g

X X X X
X X X X
X X X X

L I L

UNE DESIGN 0-5 J6-10 [11.15 [16-20 § 21-28 | 26-30 | >30 Aversge Completion Interval
b 4 X

Dispatch

< 10 Circuits X X
>= 10 Circuits X X
No Dispatch

< 10 Circuits X X
>= 10 Circuits X X

E R L

X
X
X

LR P

X
X
X

MM I
L I

11 §2 |3 14 135 |> Aversge Completionloserval {1

UNE LOOPS w/LNP

Dispatch

< § Cirauits
>= § Cirouits
No Dispatch
< 5 Circuits
>= § Civeits

L] xki‘

H xx
X XX
L L X
LR L k]

0.5 rﬁflo l 11.18 ] 16-20 l 21-25T 26-30 P” Average Completion Interval

LOCAL INTERCONNECTION
TRUNKS X X X X X X X . X

General Order dated August 31, 1998
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
PROVISIONING
p.5 | 8.10 | 11, 151 s6.20 121,25 | 26,30 ] »30 ~ Wversge Completion intarvgl]
X X X X X X X X
X x X x x x X X
x x x x X X X x
X X b 4 X X X. X X
X X X X X X X X
X X X X X X X X
X X X X X b 4 b4 ¥

General Order dated August 31, 1998
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
*PROVISIONING
Function: Held Order Interval Distribution and Mean Interval
Measurement “When delays occur in compieting CLEC orders, the average period that CLEC orders -
Overview: -are held for BST reasons, pending a delayed compietion, should be no worse for the

- CLEC when compared ~ BST delaved orders. )

- Measurement 1. Mean Held Order Inten | = T (Reporting Period Cicse Date - Committed Order
Methodology: Due Date) / (Number of Orders Pending and Past The Committed Due Date) for all
orders pending and past the committed due date.

This metric is computed at the close of each report period. The held order interval is
established by first identifying all orders, at the close of the reporting interval, that both
have not been reported as “completed” via a valid completion notice and have passed
the currently “committed completion date™ for the order. Held orders due to end-user
reasons are included and identified in this report. For each such order the number of
calendar days between the committed completion date and the close of the reporting
period is established and represents the held order interval for that particular order.
The held order interval is accumnlated by the standard groupings, unless otherwise
noted, and the reason for the order being held, if identified. The total number of days
accumulated in a category is then divided by the number of held orders within the same
category to produce the mean held order interval.

2. Held Order Distribution Intervals
(# of Orders Held for 2 90 days) / (Total # of Orders Pending But Not Completed) X
100.

(# of Orders Held for 2 15 days) / (Total # of Orders Pending But Not Completed) X
100. )

This “percentage orders held” measure is complementary to the held order interval but
is designed to reflect orders continuing in a “non-completed™ state for an extended
period of time. Computation of this metric utilizes a subset of the data accumulated for
the “held order interval” measure. All orders, for which the “held order interval™
equals or exceeds 90 or 15 days are counted, unless otherwise noted as an exclusion.
The total number of pending and past due orders are counted (as was done for the held -
order interval) and divided into the count of orders held past 90 or 15 days.

Definition: Average time orders continue in a “non-complete™ state for an extended
period of time.

Methodology: -
s _ Mechanized metric from ordering system.

General Order dated August 31, 1998
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Page 14

Service Quality Measurements Exhibit A
Performance Reports
PROVISIONING
Reporting Dimensions: Excluded Situations: )
o CLEC Specific .|.» Anyorder -anceled by the CLEC wili br
e CLEC Aggregate excluded frow this measurement. .
e BST Aggregate e Order Activities of BST associated with
e State, Regional and MSAS Level imernal or administrative use of local services.
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
¢ Report Month Report Month
¢ CLEC Order Number Average Held Order Interval
e  Order Submission Date Standard Error for the Average Held Order
¢ Committed Due Date Interval
e Service Type e Service Type
e Hold Reason ¢ 'Hold Reason
[+ State Region and MSA’ o State Region and MSA®
Held Order Interval Distribution and Mean Interval
3>=15Dup i S 2%>=50 Des
Ressons Ressons Interval
Local Interconnection .
Trunks X X x x ..X x x X x
UNE Noa Design x x x x x x x X x
UNE Design X x x x x x x x " x
Resale - Residence x x x x X x x x X
Resale - Business X x x X x X X x x
Resale - Design x X x x x x x x x
UNE . w/LNP _Xx X X X X X x X X
BST Retail Residence 3 X X 3 X X X 3 X
BST Retail Business x X x x X x X x X
BST Retail Design X X X X X X X X X
¢ Ibid.
7 Ibid.
* Thid General Order dated August 31, 1998




PROVISIONING

Staff Recommendation

Service Quality Measurements Exhibit A

Performance Reports

Function:

Average Jeopardy Notice Interval & Percentage of Orders Given Jeopardy
Notice.

Measurement

When BST can determine in advance that a committed duv date is in jeopardy it w*1
provide advance notice to the CLEC. There is no equivalent BST analog for Average
Ieopardy&?qpentOrdasGivenJeopardyNoﬁm

Y

Measurement
Methodology:

1. Average Jeopardy Interval = [T (Date and Time of Scheduled Due Date on
Service Order) - (Date and Time of Jeopardy Notice)}/[Number of Orders in Jeopardy
2. Numbers of Orders Given Jeopardy Notices in Reporting Period/Number of Orders
in Reporting Period

Reporting Dimensions: Excluded Situations:

e CLEC Specific e Any order canceled by the CLEC will be
o CLEC Aggregate excluded from this measurement
o State, Regional and MSA® Level e  Orders held for CLEC end user reasons

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:

s Report Month

CLEC Order Number
Order Submission Date
Committed Due Date

.. Service Type

e No BST Analog Exists

Average Jeopardy Natice Interval & Percentage of Orders Given Jeopardy Notice.

Average Interval of Percent Orders in
Prior Notification ~ Jeopardy
_(Hours)
CLEC
Local Interconnection Trunks X X
Resale Residence X X
Resale Business X X
Resale Design X X
UNE Loops with LNP X X
UNE X X
PROVISIONING
S Tbid. General Order dated August 31, 1998
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
Function: Installation Timeliness. Qualitv & Accuracy
Measurement The “percent missed installation appointments”™ measure monitors the reliability of
Overview: BST commitments with respect to committed due dates to assure that CLECs can
reliably quote expected due dates to their retail customer as compared to BST. Percent
Provisioning Troubles within 30 days of Installation measures the quality and accv-acy
of installation activities. J
Measurement 1. Percent Missed Installation Appointments = T (Number of Orders missed in
Methodology: Reporting Period) / (Number of Orders Completed in Reporting Period) X 100
Percent Missed Installation Appointments is the percentage of total orders processed
for which BST is unable to complete the service orders on the committed due dates.
Missed Appointments caused by end-user reasons will be included and reported
separately.
Definition: Percent of orders where completion’s are not done by due date. See
“Exclude Situations™ for orders not included in this measurement
Methodology:
s  Mechanized metric from ordering system
. % Provisioning Troubles within 30 days of Service Order Activity = T (Trouble
tepons on Services installed < 30 days following service order(s) completion) / (All
Service Orders in a calendar month) X 100
Definition: Measures the quality and accuracy of completed orders
-Methodology:
Mechanized metric from ordering and maintenance systems.
e  CLEC Specific ¢ CLEC End User Resscrs (Jeopardy Notification anly)
. CLEC Aggregate . BST Ead User Reascons (, Jeopardy Notification caly)
. BST Aggregate . Ovrders canceled by the CLEC
¢ Stas, Regionsl and MSAD Lavel *  Ordec Acivities of BST ssociated with internal or adminiatrative use
I : of leal services. *
Deta Retained Relating to CLEC Experience: Data Retained Relating 1o BST Performence:
. Raport Month 3 Report Month
e CLEC Order Number o BST Order Number
e Onder Submission Dte *  Order Submission Date
¢ Ovder Submissicn Time *  Order Submission Time
e SunmsType *  SuusTyps
»  Swtos Notice Date o Stams Notios Due
] sm-Nonch o Status Notice Time
¢ Sunderd Order Activity o Standerd Order Activity
iy vy 0 =___Se Rogion and MEAD
' Ibid.
" Ibid. y
2 Ibid. General Order dated August 31,
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
PROVISIONING
Percent Missed hstallation Appointments
Dispatch No-Dispatch Dispatch No-Dispatch
< ckis |>-5dm <5 ckts ,>-5dm <l0ckts | >=10ckes | <10das >e=10 ckts
[<3 = 1] N [ BT |GLAORU | BT [LBOSU | 88T [}
Local Interconnect.on
. Trunks (Total Only)
E Non g X X X X X X X X
..-TOtBl .-
Design X X X X X X Xx X
- Total
Resale - Residence
X x x X x X x X
- Total
Resale - Business
X X X X X X X X
- Total
oee X X X X X X X x
- Total
E - Loops w/LNI x x x X X X X X
- Total .

Percent Missed Installation Appomunenu—tud User Caused Missed Appointments i

<3 ckis >=5 ckts <Sckts >=Sckts <10ckts >w]0ckns
Local Interconnection
Trunks (Total Only)
- Total
UNE Noa Design
X X X X
- Total
UNE Design
X X X b 4
- Total
.. Resale - Residence
X X x x
- Total
Resale - Business
x 'x x x
- Total
Resale - Design
X X X X
- Total
UNE - Loops w/IL.NP
X X X X X X X
- Total

General Order dated August 31, 1998
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Staff Recommendation
Service Quality Measurements Exhibit A
Performance Reports
PROVISIONING

_Percent Provisioning Troubles within 30 days of Installation

No-Dispatch Total Only

Local Interconnection X
.'Tndr.:_(CLBCABS'I')

UNE Nans Design X X

UNE Design X X

Rnle‘.-km x X

Ressle - Butiness X X

Rasale - Design X X

UNE - Loops w/LNP X X

BST Retail Residence X x

BST Retail Business X X
L_BST Retail Design X X

PROVISIONING General Order dated August 31, 1998
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
Function: Coordinated Customer Conversions
Measurement This category measures the average time :: takes BET to disconnect = irhundiad 'orn
Overview: * from the BST switch and cross connect it to a CLEC's equipment. This mmsurtmem

ealy applies to service orders with and without LNP, with and without INP'? and where
the CLEC has requested ST to provide a coordir ted cut-over

Measurement 1. Average Coordinated Customer Conversion Interval = [T [(Completion Date and
Methodology: Time for Cross Connection of an Unbundled Loop/with-ILNF*)- Disconnection
Date and Time of an Unbundled Looptwith-LNB)]] / Total Number of Unbundled

Reporting Dimensions: Excluded Situations:

e CLEC Specific ¢  Any order canceled by the CLEC will be

e CLEC Aggregate excluded from this measurement.

e State, Regional and MSA'® Level e Delays due to CLEC following disconnection

of the unbundied loop
e  Any order where the CLEC has not requested a

coordinated cut over
¢ Unbundled Loops where there is no existing
anbsaibcrloop
Data Retained Relating to CLEC Experience: DataRctmnedRclatggtoBSTPcrformancc
T Report Month e No BST Analog Exists
e CLEC Order Number
¢  Order Submission Date
o Committed Due Date
e Service Type

"> Change reflects Staff’s recommendation that UNEs be disaggregated between those with INP and without
INP as well as with and without LNP. This is consistent with the FCC Notice of Proposed Rulemaking, where
BellSouth has indicated that the level of product disaggregation is acceptable.

14 Ibld.
13 MSA was added to reflect Staff’s recommendation that geographic disaggregation reflect Metropolitan
Statistical Areas. General Order dated August 31, 1998
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Staff Recommendation
Service Quality Measurements Exhibit A
. Performance Reports
PROVISIONING

Coordinated Customer Conversions

o ’ I Averai Interval l __

UNE Loops without LNP X
UNE Loops with LNP X
| UNE Loops without INP X

ChmgercﬂeasSnEsmmmndauonmaUNEsbedmgmwdbaweenthoummMaMmmom

INP as well as with and without LNP. msswnnmmmmcm;qpﬁmwm98

BellSouth has indicated that the level of product disaggregation is acceptable
Page 20




Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
PROVISIONING
.| Function: Average Completion Notice Interval
Measuremen. | The receipt of a completion notice by the CLEC from BST informs the carner tha’
Overview: their formal relationship with a customer has begun. This is useful to the CLEC in tc*
: it lets them know that they can begin with activities such as billing the customer for
service.
Measurement 1. Average Completion Notice Interval = Z[(Date & Time of Notice of Complcuon)
| Methodology: - (Date & Time of Work Completion)] / (Number of Orders Completed'’ in

Reporting Period)

Definition: The Completion Notice Interval is the elapsed time between the BST
reported completion of work and the issuance of a valid completion notice to the
CLEC. There is no-equivalent BST Retail Measurement.

Reporting Dimensions: Excluded Situations:

e Under Development ¢ Under Development

Data Retained Relating to CLEC Experience: | Data Retained Relating to BST Performance:
e Under Development o N/A -

Average Completion Notice Interval

Reported Month:
Average Interval
CLEC A
CLEC AGGREGATE
- Resale Residence X
- Resale Business X
- Resale Special X




Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
MAINTENANCE & REPAIR
Function: 0OSS Response Interval
Measurcment e This measure is designed to monitor the time required for the CLEC interface
Overview: system to obtain from BST's legacy systems the information required to handle

maintenance and r -air functions. This measure also addresses the availability of
the OSS interface for 1-nair and maintenance.

Measurement 1. . OSS Interface Availability = (Actual Availability)/(Scheduled Availability) X 100
Methodology:

Definition: This measure shows the percentage of time the OSS interface is actually
available compared to scheduled availability. Availability percentages for the CLEC
and BST interface systems and for legacy systems accessed by them are captured.

Methodology: Mechanized reports from OSSs.

2 OSS Response Interval = Access Times in Increments of Less Than or Equal to 4
Seconds, Greater Than 4 Seconds but Less Than or Equal to 10 Seconds, Less Than or
Equal to 10 Seconds, Greater Than 10 Seconds, or Greater Than 30 Seconds.

Definition: Response intervals are determined by subtracting the time a request is
submitted from the time the response is received. Percentages of requests falling into
the categories listed above are reported, along with the actual number of requests
falling into those categories. This measure provides a method to compare BST and
CLEC response times for accessing the legacy data needed for maintenance & reépair
functions.

Methodology: Mechanized reports from OSSs.

OSS Maintenance and Repair Interface Availability

OSS Interface % Availability
CLEC TAF1 X
BST TAFI X
LMOS Host X
MARCH X
SOCs X

General Order dated August 31, 1998




Exhibit A

Performance Reports

Staff Recommendation
Service Quality Measurements

“ANCE AND REPAIR "ESPONSE INTERVAL

MAINTENANCE & REPAIR

0SS MAINTE

E .XX K] HK MK MK
x| 2 x| x| sex
KK H Kl M KKl M
MKl K KXl M Xl o
ol X b e oxx KXl K
E R ol KX Kl KK
..m e xx e mx x| xx
m K] M HHl K K] M
\w XKl MM tadtd B R WKl M
MKl MK ] Hx m] KX
WK M Kl X M X
HX] M HKHl K el X
KXl M ] K oKX HMX
M) M Ml XX M) H¥
x| »ex x| e x| s¢x
_mu— x | | = % | »
b » » » > »”
» » E » > ted
A 3 3 F . Y A O OF @
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4 %m 209432832232 um 2032|832 32
C..D..D..m..m..m.. ' 't 't 't

General Order dated August 31, 1998
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Staff Recommendation
Service Quality Measurements Exhibit A
Performance Reports

MAINTENANCE AND REPAIR

.| Function: Average Answer Time - ~ ~pair Centers
Measurement ¢  Tlis measure s monitory *hat BSTs handling of sv~port center calls from CL.2(s
Overview: are comparable with rt center calls by BST's retail customers. ‘
Measurement 1. Average Answer Time for BST's Repair Centers = (Total time in seconds for BST's
Methodology: Repair Centers response) / (Total number of calls) by reporting period

Definition: This measure démonstrates an average response time for the CLEC to
contact a BST representative

Methodology: Mechanized report from Repair Centers Automatic Call Distributors.

_Average Answer Time - Repair Centers

- Average Answer Time/Month in Seconds

Region Total

X X X X

General Order dated August 31, 1998
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
“MAINTENANCE & REPAIR '
[ Eunction: | M:ssed Repair Appointments
Measurement " When the data for this measure is collected for BST and a CLEC it can be used to
Overview: compare the percentage of accurate estirnates of the time required to complete service
repairs for BST and the CLEC.

Tickets Closed ) X 100.

- Measurement 2. Percentage of Missed Repair Appointments = (Count « ¥ Customer Troubles Nu:
Methodology: Resotved by the Quoted Resolution Time and Date) / (Count of Customer Trouble

Definition: Percent of trouble reports not cleared by date and time committed. Note:
Appointment intervals vary with force availability in the POTS environment. Specials
and Trunk intervals are standard interval appointments of no greater than 24 hours.

Methodology: Mechanized metric from maintenance database(s).

Reporting Dimensions: Excluded Sitnations:

e CLEC Specific ¢ Trouble tickets canceled at the CLEC request

e CLEC Aggregate s BST trouble reports associated with internal or

e BST Aggregate administrative service

e State, Regional and MSA'® Level

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance..

e Report Month e Report Month

e CLEC Ticket Number e  BST Ticket Number

e  Ticket Submission Date e  Ticket Submission Date

e Ticket Submission Time e  Ticket Submission Time

e Ticket Completion Time s  Ticket Completion Time

¢ Ticket Completion Date e  Ticket Completion Date

e Service Type »  Service Type

¢ Disposition and Cause (Non-Design/Non-Special | ¢ Disposition and Cause (Non-Design/Non-Special
only) only)

»_State Region and MSAY s_State Region and MSA®

'* MSA was added to reflect Staff’s recommendation that geographic disaggregation reflect Metropolitan

Statistical Areas.

¥ Ibid.
» Tbid.

General Order dated August 31, 1998
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Staff Recommendation

Service Quality Measurements Exhibit A
Perforrnance Reports
MAINTENANCE & REPAIR
Missed Repair Appointments
T Towl No-D
CLEC/EU BST CLEC/EU BST

Local Interconnects.  Trumks *® P _—

- Towal
Rasale - Rasidenoe X X X

- Total X X
Resale - Bustness X 1 X | X
R - Total X X -
Resale - Design ** | ]

- Toul
UNE Design ** 1 |

- Tomal
UNE Non Design X X B} X X ] X

~Toal X X
BST
Looal Interconnection Trunks **
Ratail Rasidence X x x
Retail Business x x x
Retail Design ** X X X

Note**: Customer Trouble Reports relsted 1o Intercomnection Trunks and Design services are not given appointments, but are handled on a

priority first in, first out basis

Page 26
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Staff Recommendation

Service Quality Measurements

Exhibit A

Performance Reports

MAINTENANCE & REPAIR

Function: Customer Trouble Report Rate

Measuremen.

This measure can be t =d to establish the frequency (rate) of customer trouble reports
and employed to compare ~LEC with BST resuits.

Measurement
Methodology:

troubles.

service.

(Count of Initial and Repeated Trouble Reports in
theCurrentPenod)/(NumberofSemccAmLmsmScmceatEndofthechon
Period) X 100. Note: Local Interconnection Trunks are reported only as total

1. Customer Trouble Report Rate =

TheCustomerTrmblechonRatexscompmedbyaccumulmuthenumberof
maintenance initial and repeated trouble reports during the reporting period. The
resulting number of trouble reports are divided by the total number of “service access
lines” existing for CLECs and BST respectively at the end of the report period.

Definition: Initial and repeated customer direct or referred troubles reported within a
calendar month (Where cause is not in carrier equipment) per 100 lines/circuits in

Methodology: Mechanized metric for trouble reports and lines in service.

~

Excluded Situations:

e Trouble tickets canceled at the CLEC request
e BST trouble reports associated with
administrative service

Data Retained Relating to CLEC Experience:

Report Month
CLEC Ticket Number

Ticket Submission Date

Ticket Submission Time

Ticket Completion Time

Ticket Completion Date

Service Type

Disposition and Cause (Non-Design/Non-Special
only)

Stare Region and MSA”

Data Retained Relating to BST Performance:
Report Month _

BST Ticket Number

Ticket Submission Date

Ticket Submission Time N

Ticket Completion Time -

Ticket Completion Date

Service Type

Disposition and Cause (Non-Design/Non-Special
only) -

State Region andﬂ:

# Tbid,
2 Ibid.
2 Ibid.
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MAINTENANCE & REPAIR

Customer Trouble Report Rate

Service Quality Measurements

Staff Recommendation
Performance Reports

Exhibit A

No Duspatch

Lomi Iserccmection 1: e
Rasale Revidence

Resale Business

Resale Design

UNE Design

® M X X X >

oM X X X

xxxxxxﬁ'

BST
Local Interconnection Trunks
Ratail Residence

Retail Design
UNE Loop w/LNP

E

¥ oX K M X

L S

General Order dated August 31, 1998
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Staff Recommendation
Service Quality Measurements
Performance Reports

Exhibit A

MAINTENANCE & REPAIR

Function:

Quality of Repair & Time to Restore

Measurement
Overview:

This measure, when col’ ~ted for both the CLEC ~2d BST and compared, monitors
that CLEC maintenance rexyests are cleared compaichly to BST maintenance i.Tuests.

Measurement
‘| Methodology:

3. Maintenance Average Duration = (Total Duration Time from the Receipt to the
Clearing of Trouble Reports ) / (Total Troubles)

4. Percent Repeat Troubles within 30 Days = (Total Repeated Trouble Reports within
30 Days) / (Total Tr_oubls) X 100

5. Out of Service (OOS) > 24 Hours = (Total Troubles OOS > 24 Hours) / (Total OOS
Troubles) X 100

Definition: For Out of Service Troubles (no dial tone, cannot be called or cannot call

total troubles reported.

cleared.

out): the percentage of troubles cleared in excess of 24 hours.
For Percent Repeat Trouble Reports within 30 Days: Trouble reports on the same
line/circuit as a previous trouble report within the last 30 calendar days as a percent of

For Average Duration: Average time from the receipt of a trouble until the trouble is

Methodology: Mechanized metric from maintenance database(s).

Reporting Dimensions:

Excluded Situations:

e CLEC Specific
e CLEC Aggregate
o BST Aggregate

Trouble reports canceled at the CLEC request
BST trouble reports associated with
administrative service

Data Retained Relating to BST Performance:

CLEC Ticket Number
“Ticket Submission Date

Ticket Submission Time

Ticket Completion Time

Ticket Completion Date

Total Duration Time

Service Type

Disposition and Cause (Ncn-Dmgnle—Specml
only)

State Region and MSA®

Report Month

Total Troubles

Percentage of Customer Troubles Out of
Service > 24 Hours
TotalandPementchatTmublechoﬁsthh
30Days -

Total Duration Time

Service Type

Disposition and Cause (Non-Design/Non-Special
only)

State Region and MSL

2 Ibid.
* Ibid
% Ibid.

Page 29
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MAINTENANCE & REPAIR

Maintenance Average Duration

Staff Recommendation

Service Quality Measurements

Performance Reports

No Dispatch

Total

Local Intevconnection Trunks
Resale Residence

Resale Business

Regale Design

UNE Design
UNE Non Design

XX%XXN‘E

NXKXXXr

BST
Local Interconnection Truoks

E I I

Pt X X X

Percent Repeat Trouble within 30 Days

Local Interconnection Trunks
Resale Residence

Ressle Business

Resale Design

UNE Design
UNE Non Design

® % % % % x[§

BST
Local Interconnection Trunks

E I - xxxxxxk

¥ M X W

r
I

Out of Service more than 24 Hours
r—'_———_" -

Local Intercomnection Trunks
Resale Residence

Resalo Business

Ressic Design

& &
®oOoxX X X x Xr | LT - xxxxxx" M M M X EE - S - B

xxxxxxgr

®OoX X X NX%XN%E

LI I -

[
I I T
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_BILLING

Staff Recommendation
Service Quality Measurements
Performance Reports

Function:

Invoice Accuracy & Timeliness

Measurement
Overview:

k The accuracy of billing invoices delivered by BST to the CLEC must provide CLEC:s -
with the opportunity to deliver bills at least as accurate as those delivered by BST.
Producing and comparing this measurement result for both the CLEC and BST a''ows

a determination as to whether or not parity exists.

Measurement
Methodology:

1. Invoice Accuracy = [(Total Local Services Billed Revenues during current
month) - (/Total Adjustment Revenues during curreat month/) / Total Local
Services Billed Revenues during current monthj x 100 .
This measure provides the percentage accuracy of the billing invoices for a CLEC by
dividing the difference between the total billed revenue and total adjustment revenues
by the total billed revenues during the current moath.

2. Mean Time to Deliver Invoices = Z[ (Invoice Transmission Date) - (Date of
Scheduled Bill Cycle Close)})/(Count of Invoices Transmitted in Reporting Period)

should be delivered within six (6) workdays, and CABS-based invoices should be
delivered within eight (8) calendar days.

Objective: Measures the percentage of accuracy and mean interval for timeliness of
billing records delivered to CLECs in an agreed upon format.

Reporting Dimensions:

Excluded Situations:

CLEC Specific
CLEC Aggregate
o BST Aggregate

Any invoices rejected due to formatting or
content errors

Data Retained Relating to CLEC Experience:
Report Monthly
Invoice Type

B Resale

Data Retained Relating to BST Performance:

Report Monthly
Retail Type
®m CRIS

8 Unbundled Element Invoices (UNE)

B CABS

Invoice Accuracy
Reported Month:
) Invoice Type:

Total Billed Revenues

Total Adjustment % Accuracy

CLECA

o

CLEC AGGREGATE

b
»”

BST AGGREGATE

Invoice Timeliness
Reported Month:

Invoice Type:

% CRIS Biils Released
(by 6* Workday)

% CABS Bills Released
(By 8* Workday)

-a.ECSpqiﬁcRm

CLEC Agpregaic Region

Pal X
General-Order-datedAugust31-1

Page 31

Exhibit A

998




Staff Recommendation
Service Quality Measurements Exhibit A
Performance Reports

BILLING

Function: Usage Data Delivery Accuracy, Timeliness & Completeness

Measurement The accuracy of usage records delivered by BST to the CLEC must provide CLECs”

Overview: with the opportunity *» deliver bills at least as accurate as those delivered by BST.

Producing and compar.” this measurement result for both the CLEC and BST allows

a determination as to whether or not parity exists. -

Measurement 1. Usage Data Delivery Accuracy = (Total number of usage data packs sent during

Methodology: current. month) - (Total nurber of usage data packs requiring retransmission

: during current month) / Total number of usage data packs sent during current
month

This measurement captures the percentage of recorded usage and recorded usage data

packets transmitted error free and in an agreed upon format to the appropriate CLEC,

as well as a parity measurement against BST Data Packet Transmission.

3. Usage Data Delivery Completeness = (Total number of Recorded usage records
delivered during the current month that are within thirty (30) days of the
message(usage record) create date) / (Total number of Recorded usage records
delivered during the current month)

This measurement provides percentage of recorded usage data (BellSouth recorded and
usage recorded by other carriers) processed and transmitted to the CLEC within thirty
(30) days of the message (usage record) create date. A parity measure is also provided
showing compieteness of BST messages processed and transmitted via CMDS. ~

3. Usage Data Delivery Timeliness = (Total number of usage records sent within
six(6) calendar days from initial recording/receipt) / (Total number of usage records
sent)*’ This measurement provides (BellSouth recorded and usage recorded by other
carriers) delivered to the appropriate CLEC within six (6) calendar days from initial
recording. A parity measure is also provided showing timeliness of BST messages
processed and transmitted via CMDS.

Objective: The purpose of these measurements is to demonstrate the level of quality
and timeliness of processing and transmission of both types of usage data (BellSouth
recorded and usage recorded before other carriers) to the appropriate CLEC.

4

Methodology: The usage data will be mechanically transmitted to the CLEC data
processing ceater once daily. Timeliness and completeness measures are reported on
the same report.

BILLING

Reporting Dimensions: Excluded Situations:

e CLEC Aggregate e __None

z The performance report provided by BellSouth shows the percentage of usage records sent within zero,
one, two, three, four, five, six, seven, eight, nine, ten to 30, and over 30 days. Therefore, the concerns raised

by the CLECs that BellSouth could be providing usage records indless, tap mp@%m”

for CLECs, but still be in parity, could be detected with the performance measurements
Page 32




Staff Recommendation

Service Quality Measurements
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Exhibit A

¢ CLEC Specific
e BST Aggregate

Data Retained Relating to BST Performance:

Data Retained Relating to CLEC Experience:
e Report Monthly e  Report Monthly
e Record Type ¢ Record Type
B CMDS | “entralized Message De. ‘ery
System)
8 Non-CMDS
Usage Data Delivery Accuracy
- Reported Month: . .
Reported Month Total Data Packs | Total Packs Requiring | % Accuracy
Sent Retransmission
CLEC A X X X
CLEC Aggregate X X X '
BST Aggregate X X X
Usage Records Timeliness and Completeness
CLECA CLEC Aggregate BST Aggregate
Deys Total | Cummistive | Deys | JTotal | Cummistive | Deys | Toal | Cumulative i
| Delay | Volume % Delay | Volume % Volume %
X X X X X X X X X
X X X X X X X X X

General Order dated August 31, 1998
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OPERATOR SERVICES: TOLL ASSISTANCE AND DIRECTORY ASSISTANCE (Toll, DA) _
Function: Speed to Answer Performance

Measurement | The speed of answer delivered to CLEC retail customers, when BST provides Operator
Overview: Services with Toll Assisted Calls or Directory Assistance on behalf of the CLEC, must
be substantially the same as the speed of answer that BST delivers to its own retail
customers, for equivaler.. ‘ocal services. The sam¢ facilities and operators are “'sed to
handie BST and CLEC cusu "er calls, as well as inbu:nd call queues that will nu?
differentiate between BST & CLEC service.

Megasurement
Methodology: | 1. Average Speed to Answer (Toll) =
Z (Total Call Waiting Seconds) / (Total Calls Served)

2. Percent Answered within “X” Seconds (Toll) = )
Derived by converting the Average Speed to Answer (Toll) using BellCore Statistical
Answer Conversion Tables, to arrive at a percent of calls answered in less than 30
seconds.

3. Average Speed to Answer (DA) =
I (Total Call Waiting Seconds) / (Total Calls Served)

4. Percent Answered within “X” Seconds (DA) =

Derived by converting the Average Speed to Answer (DA) using BellCore Statistical
Answer Conversion Tables, to arrive at a percent of calls answered in less than 20
seconds.

Definition:
‘Measurement of the average time in seconds calls wait before answer by a Toll or DA
operator and the percent of Toll or DA calls that are answered in less than a

predetermined time frame.

Methodology:

The Average Speed to Answer for Toll and DA is provided today from monthly system
measurement reports, taken from the centralized call routing switches. The “Total Call
Waiting Seconds™ is a sub-component of this measure, which BellSouth systems
calculate by monitoring the total mumber of calls in queue throughout the day
multiplied by the time (in seconds) between monitoring events. The “Total Calls
Served™ is the other sub-component of this measure, which BellSouth systems record as |
the total number of calls handled by Operator Services Toll or DA centers.

The Percent Answered within ten and twelve seconds measurement for Toll and DA is
derived by using the BellCore Statistical Answer Conversion Tables, to convert the
Average Speed to Answer measure into a percent of calls answered within 20/30
seconds. The BellCore Conversion Tables are specific to the defined parameters of

| work time, # of operators, max queue size and call abandonment rates.

Current BellSouth call center switch technology and business operations do not provide
mechanized measurements differentiating between human versus machine call answer
_processing methods.

General Order dated August 31, 1998
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OPERATOR SERVICES: TOLL ASSISTANCE AND DIRECTORY ASSISTANCE (Toll. DA) ‘
Reporting Dimensions: Excluded Situations:
e« Toll Assistance (Toll) in Aggregate e (Calls abandoned by customers prior 10 answer
e Directory Assistance (DA) in Aggregate by the BST Toll or DA operator
e State
Data Retained (On Agpregate Basis):
{ e Month
s Call Type (Toll or DA)

e Average Speed of Answer

Report Formats:
Separate Reports will be produced for Each State in the BellSouth Region:

Operator Services: Toll & Directory Assistance

REPORT: OPERATOR SERVICES TOLL AND DIRECTORY ASSISTANCE
REPORT PERIOD: XX/XX/19XX - XX/XX/19XX

STATE:
AVERAGE SPEED TO ANSWER | % ANSWERED WITHIN "X~ SECONDS
(SECONDS) -
TOLL ASSISTANCE X % within 30 ssconds
DIRECTORY ASSISTANCE X % within 20 seconds

General Order dated August 31, 1998

Page 35



Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
E911
Function: | Timeliness and Accuracy
Business s BellSouth's goal is to maintain 100% accuracy in the E911 database for all its
Implications: CLEC resale and retail customers by correctly processing all orders for E911

database updates. The 911 database update process ensures that the CLEC’s
updates are handled in parity with BST’s updates. BST uses Network Data ! !over
(NDM) to transmit both CLEC resale and BST retail E911 updates to SCC (thu
party E911 database vendor) once per day for the entire region. No processing
distinctions are made between CLEC records and BST records. These updates are
processed within 24 hours.

e CLECs ordering unbundled switching and facility-based CLEC E911 providers are
responsible for the accuracy of their data that is input into the E911 database.
Facilities-based CLEC record updates are transmitted by the CLEC directly to
SCC without any BST involvement. .

o  When BST retail or resale records experience errors in SCC’s system, the errors
are not returned to BST for correction. Instead, SCC handles and corrects all
errors within 24 hours for both CLEC resale records and BST retail records.

s  BellSouth through its E911 third party vendor provides accuracy and timeliness
measurements for BST and its CLEC resale customers. In addition, BellSouth
through its E911 third party vendor provides an accuracy and timeliness report for
CLECs ordering unbundled switching and facilities-based CLECs.

Measurement | 1. E911 Timeliness = T (Number of Confirmed Orders) - (Number of Orders missed in
Methodology: Reporting Period) / (Number of Orders Confirmed in Reporting Period) X 100

Definition: Measures the percentage of E911 database updates within a 24-hour
period.

Methodology:

Mechanized metric from ordering system

2. E911 Accuracy = T (Total number of SOIR orders for E911 updates) - [Total
number of Service Order Interface Records (SOIRs) with errors generated from Daily
TN activity (based on the E911 Local Exchange Carrier Guide for Facility-Based
Providers) | / (Total number of SOIR orders for E911 updates) X 100

Definition: Measures the percentage of accurate 911 database updates

Methodology:
Mechanized metric from ordering system

General Order dated August 31, 1998
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Performance Reports
“E911 '
Reporting Dimensions: Zxcluded Situations:
s BST Aggregate (Includes CLEC resale e  Any order canceled by the CLEC.
customers) e Order Activities of BST associated with
e State and Tegional Level internal or administrative use of local services
Data Retained Resating to CLEC Experience. Data Retained Relating to BST Performance:
e Report Month ¢  Report Month
e  CLEC Order Number ¢ Ermor Type
e  Order Submission Date ¢ Average number of error
e  Order Submission Time o Standard Order Activity
e Error Type e  State and Region
e Error Notice Date
e Error Notice Time
e Standard Order Activity
e State and Region
E911 Timeliness
E911 Timeliness % within 24 Hours
CLEC A R X
CLEC AGGREGATE X
BST AGGREGATE X -
E911 Accuracy
E911 Accuracy %
CLEC A X
CLEC AGGREGATE X
BST AGGREGATE X

General Order dated August 31, 1998
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TRUNK GROUP PERFORMANCE

Exhibit A

during their busy hours.

Anempted Calls)] X 100

Function: {nterconnection Trunk Performance

Measurement In order to ensure quality service to the CLECs as well as protect the integrity of thc

Overview: BST network, BST collects traffic performance data on the trunk groups
interconnected with tt  CLECs as well as all othe~ trunk groups in the BST network.

Measureinent . Comparative Trunk “roup Service Summary. Provides comparative

Methodology: measurements of the trunk groups which exceed the blocking threshold during

their busy hours, as well as the total number of trunk groups measured.

Trunk Group Service Report: Contains the service performance results of all
final trunk groups (both BST administered trunk groups and CLEC administered
trunk groups) between Point of Termination (POT) and BST tandems or end |
offices, by region, by CLEC, CLEC Aggregate, and BST aggregate.

Specifically measures the total number of trunk groups; number of trunk groups
measured, and the number of trunk groups which exceed the blocking threshold

Trunk Group Service Detail: Provides a detailed list of all final trunk groups
between POTs and BST end offices or tandems (A-end and Z-end for BST Local
trunks) including the actual blocking performance when blocking exceeds tie
measured blocking threshold. The blocking performance includes the observed
blocking number for a particular Trunk Group Serial Number (TGSN).

- Blocking thresholds for all trunk groups are 3%, except BST CTTG, which is 2%.
Measured Blocking ={(Total number of Blocked Calls)/(Total number of

rting Dimensions: Exciuded Situations;
e BST Trunk Group Aggregate e Trunk Groups for which valid traffic data
e CLEC Trunk Group Aggregate measurement unavailable.
o CLEC Trunk Group Specific
*

Total Trunk Groups
‘I‘onl'l‘mnkaupforwhxchdamavmlable
Threshold exceptions

Data Retained Relating to BST Performance:
Report Month
Total Trunk Groups
Total Trunk Group for which data available
Threshold exceptions

Exceptions percent of the total Exceptions percent of the total
State Region and MSA® State Region and MSA®
Exception Trunk detail Exception Trunk detail
: Ibid.
o g;i General Order dated August 31, 1998
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TRUNK GROUP PERFORMANCE
1. Comparative Trunk Group Service Summary
CLEC] ___ CLEC Agpreyr BST CTT BST Local
# Trk Grps Total Trk Geps # Trk Gps Tota . % Geps # Trk Geps e ' Tk Geps # Trk Grps Tw. Tk
Blocked Mesmared Blecked Mesma 1 Blocked Mea ved Biocked | Mem'ved |
X X X X X X X X
2. Trunk Group Service Report: N
CLEC 1 : '
Region |
BSTAdministered ' [ at Joal wr [ialmsinc | welsc] se | m | voral]
Total Trunk Goups X x x x x X x X x x x
Trk Grps Meas/Proc: x x x x x x x x x x x
Tot Grps > 3% obeerved blocking X X b 4 X X ¢ b 4 x X *X X
CLEC Administered
Total Trunk Groupx x x x 4 x x x x x x X
Trik Grps Meas/Proc: o x x x x x x x x x x x
Tot Grps > 3% obeerved blocking x X x x x x x X X X
TOTAL .
Total Trunk Groups x x x x x X x X x 4 X
Trk Grps Mess/Proc X X x X x x x x x x x
Tot Grps > 3% observed blocking x x x x x x X x x X x
CLEC Aggregats
Region _
BST Administered ALloalr Jialms| nelne]sc| sr | ™| TotaL
Total Trunk Groups: . ° ] x x X x x x x x x x ' 9x .
Trk Grps Meas/Proc: x X x X X X x X x x * x
Tot Grps > 3% observed blocking x X x x X x x X x x X
CLEC Administered
Total Trunk Groups: x X x x x x ' x X X x X
Trk Grps Meas/Proc: x x X x x x x x x x
Tot Grps > 3% observed blocking X X x x x x x
TOTAL :
Total Trunk Groups: x X x X X X X x x x x
Trk Grps Meas/Proc: X b 4 x x 4 X x X x x x
Tot Grps > 3% observed blocking x x x x x x X X x x x
PCT1 X X X X X X X X X X X

- General Order dated August 31, 1998
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TRUNK GROUP PERFORMANCE
BeliSouth CTTG Trunk Group
' : Regn_ |
BST Administered aloal k| walms] ne I nelsc] se | ™ | vova]
Total Trunk Groups: x x x x x x X x x x x
Trk Grps Meas/Proc. X X b 4 X . x X X X X
Tot Grps > 2% observed blocking X X X b ¢ S X X x X
| Independent Adminiatered
Total Trunk Groups: b 4 4 x x X X x X X i
Trk Grps Meas/Proc: x X x X X X x x x
Tot Grps > 2% observed blocking X x x x x x x x x x x
TOTAL
Total Trunk Groups: X x x x x x x x X X
Trk Grps Meas/Proc: X b ¢ x X x X x X x X
Tot Grps > 2% observed blociing X x X x x x x X x
BeliSouth Local Network
Region _}
BST Administered ALl cal kr liafms] nc | nefsc] sk v | TotaL
Total Trunk Groups: X X  { X X X b 4 x X x S
Trk Grps Meas/Procc x x x X x b ¢ x x X X x
Tot Gips > 3% observed blocking 4 X x x X X x X X x x
3. Trunk Group Service Detail
CLEC -
BST CLEC OBSVD VAL NBR .
ORDERED TGSN SWITCH POT DESC | MAXBIXG | HR | TKS | - DAYS RPTS RMKS
X X X X X X X X X X
BST Common Transport Trunk Group
END OBSVD VAL NBR
ORDERED | TGSN TANDEM OFFICE DESC MAXBIXG | HR | TKS DAYS RPTS RMKS
X X X X X X X X _X X X
BST Local Network
OBSVD NBR
ORDERED TGSN A-End ZEnd DESC_ | MAXBLKG | HR | TXS DAYS RPTS RMKS
X X X X X X X X X

General Order dated August 31, 1998
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TRUNK GROUP PERFORMANCE

Trunkin '\eﬁnmons — ' ]
[ Switch Tdentifier for the BellSouth end of AlphaNum(11)

the Trunk Group.

Part of 37 character Common

Language Location Identifier(CLLI)

code.

POT Identifier for the CLEC Point of AlphaNum(11)

Termination(POT)of the Trunk

Group.

Part of 37 character Common

Location Language Identifier(CLLI)

code.

TANDEM Identifier for the BellSouth Tandem | AlphaNum(11)

end of the Trunk Group.

Part of 37 characier Common

Language Location Identifier(CLLI)

code.

END OFFICE Identifier for the BellSouth End AlphaNum(11) -

Office of the Trank Group.

Part of 37 character Common

Location Language Identifier(CLLI)

code.

A-END Identifier for the BellSouth AlphaNum(11)

Originating/l ow Alpha end of the

Trunk Group.

Part of 37 character Common

Language Location Identifier(CLLI)

code.

Z-END Identifier for the BellSouth AlphaNum(11)
Terminating/High Alpha end of the V :

Trunk Group.

Part of 37 character Commn

Im ion L Identifier(CLLI)

DESCRPT Describes function/operation of the | AlphaNum(15)

Trunk Group.

Part of 37 character Common

Language Location Identifier(CLLI)

TGSN Unique trunk group identifier. AlphaNum(8)

(Trunk Group Serial Number)

OBSVD BLKG Blocking ratio determined from Numeric

traffic data measurement.(Total

mumber of calls blocked/Total

number of calls attempted)

General Order dated August 31, 1998
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- TRUNK GROUP PERFORMANCE
* Trunking Defini*ions (Continued) i
Field Name Description Data Type
TKS Total number of trunks in service in | Numeric
a trunk group
VAL DAYS Total number of valid days of Numeric
NBR RPTS Number of consecutive monthly Numeric(2)
reports for which the trunk group
exceeded the measured blocking
threshold
RMKS Cause of blocking and/or release AlphaNum
 plan

General Order dated August 31, 1998
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‘ Collocation :
Function: Response Interval. Provisioung Interval and Timeliness for Providing Collocation

Space to a CLEC in a BellSouth Central Office.
Measurement :Collocation is the placement of customer-owned equipment in BellSouth Central
Overview: Offices for interconnecting to BellSouth’s tariffed services and unbundled network
clements. BellSouth ¥ers both Virtual and Phys*-al Collocation and will repert its
, “rformance on these ohe-ings separately. The miles*anes in the process for which
measurements will be provided is: the average time to respond to a request after we
have the complete application; the average time between receiving the bona fide firm
order until the space is turned over to the CLEC; and the percentage of due dates on
, firm orders missed.

Measurement 1. Average Response Time = T (Request Response Date & Time) - (Request
Methodology: Submission Date & Time)/Count of Request submitted in Reporting Period.

Definition: Measures the average time from the receipt of a complete and accurate
Collocation Request (including receipt of Application Fees) to the date BellSouth
responds in writing.

Methodology:
Manual

2. Average Arrangement Time = T (Date & Time Collocation Arrangement is
Complete) - (Date & Time Order for Collocation Arrangement submitted)/Total
Numbers of Collocation Arrangements Completed during Reporting Period.”

Definition: Measures the Average Time from the receipt of complete and accurate
Firm Order (including Fees) to date BellSouth completes the Collocation Arrangement
[Called “BellSouth complete date”. Assumes space and construction compiete and
network infrastructure complete. ] :

Methodology:
Manual

3. % of Due Dates Missed = (Number of Orders not compieted w/i ILEC committed
Due Date during reporting period) / (Number of Orders scheduled for completion in
reporting period) X 100. _

Definition: MﬁmmepcrcemofCouoaﬁon“spacemqust,including construction
i and network infrastructure, that are not complete on the due date.

Methodology:
Manual
Dimensions: _ Excluded Situations:

o  State, Regional and MSA®' Level e  Any order canceled by the CLEC.
e Virtual e Time for BST to obtain any permits
e Physical e Collocation contract negotiations
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
¢ Report Month e Report Month
o CLEC Order Number e Application
e Application Submission Date e  Application Response
o Firm Order Submission Time e Firm Order
o  Space Acceptance Date e BST Completion Data
% Ibid General Order dated August 31, 1998
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CERTIFICATE OF SERVICE

I hereby certify that on this 23rd day of November 1998, I caused copies of MCI
WorldCom’s Opposition to BellSouth’s Petition for Reconsideration and Clarification to be

served on all parties listed on the attached service list.

Thomas D. Amrine
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